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(57) ABSTRACT 

A method and apparatus are provided for processing a call 
With a client detected by a call center to an agent of the call 
center. The method includes the step of providing a call 
object for the call, collecting attributes of the call Within the 
call object, associating an agent object With the call object 
and displaying client data to an agent of the call center based 
upon a vieW process of the associated agent object. 
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CONTACT CENTER DATA INTEGRATION WITH 
ENTERPRISE APPLICATIONS 

FIELD OF THE INVENTION 

[0001] The ?eld of the invention relates to communication 
systems and more particularly to call centers. 

BACKGROUND OF THE INVENTION 

[0002] Call-centers are generally knoWn. A call-center is 
typically used Wherever a large number of calls must be 
handled for some common enterprise. Typically, the calls of 
the enterprise are routed through the call-center as a means 

of processing the calls under a common format. 

[0003] Call-centers typically include at least three ele 
ments: an automatic call distributor (ACD), a group of 
agents for handling the calls, and a host computer With a 
database containing customer information. The individual 
agents of the groups of agents are each typically provided 
With a telephone console and a computer terminal. The 
telephone terminal receives customer calls distributed to the 
agent by the ACD. The terminal may be used to retrieve 
customer records from the host. 

[0004] Call-centers are typically automated in the delivery 
of calls to agents and in the retrieval of customer records for 
use by agents. Features Within the PSTN such as dialed 
number identi?cation service (DNIS) and automatic number 
identi?cation (ANI) may be used to determine not only the 
destination of the call, but also the identity of the caller. 
DNIS and ANI information, in fact, may be delivered by the 
PSTN to the ACD in advance of call delivery. 

[0005] Based upon the destination of the call and identity 
of the caller, the ACD may select the agent most quali?ed to 
service the call. By sending an identi?er of the selected 
agent along With the identity of the caller to the host, the host 
may automatically retrieve and doWnload customer records 
to the agent’s terminal at the same instant as the call arrives. 

[0006] While call-centers are effective, they are still com 
pleX and dif?cult to adapt to changing business environ 
ments. Accordingly, a need exists for a Way of automatically 
adapting the call center to business conditions. 

SUMMARY 

[0007] A method and apparatus are provided for process 
ing a call With a client detected by a call center to an agent 

of the call center. The method includes the step of providing 
a call object for the call, collecting attributes of the call 
Within the call object, associating an agent object With the 
call object and displaying client data to an agent of the call 
center based upon a vieW process of the associated agent 
object. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0008] FIG. 1 is a block diagram of a call processing 
system in accordance With an illustrated embodiment of the 
invention; and 

[0009] FIG. 2 is a Web page that may be provided by the 
system of FIG. 1. 
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DETAILED DESCRIPTION OF AN 
ILLUSTRATED EMBODIMENT 

[0010] FIG. 1 is a block diagram of a call processing 
system 10 shoWn generally in accordance With an illustrated 
embodiment of the invention. Under the illustrated embodi 
ment, calls may be received from (or placed to) clients 12, 
14, 16, 18 through the public sWitch telephone netWork 
(PSTN) 22 or through the Internet 20. 

[0011] The call processing system 10 may be used by an 
organiZation (e.g., a merchant, a political organiZation, etc.) 
to setup call connections through the PSTN or Internet 
betWeen an eXternal client of the organiZation and a selected 
agent of the organiZation for purposes of advancing the 
agenda of the organiZation. 

[0012] For eXample, Where the organiZation is a merchant, 
the call processing system 10 may be structured around an 
automatic call distributor 26 and/or a Website 40, that is 
provided to promote the Wares of the merchant. The mer 
chant may advertise its Wares through television or neWs 
paper ads. The ads may provide a telephone number asso 
ciated With the ACD 26 or the Internet address (i.e., the 
URL) of the Website 40 Within a host 24. Alternatively, the 
organiZation may set up links to the Website 40 from search 
engines or from the Websites of other merchants selling 
related merchandise. 

[0013] The call processing system 10 differs from other 
systems in a number of regards. For eXample, in order to 
alloW the processing of calls through a number of different 
mediums (e.g., PSTN, Internet, e-mail, etc.), object-oriented 
programming may be used as a mechanism for tracking, 
moving and servicing calls. As shoWn in FIG. 1, the host 24 
may maintain a number of call objects (also sometimes 
referred to herein as “COs”) 50, 52 in reserve for use, as 
needed, for assignment to calls. As used herein a “call 
object” is an object oriented program containing data and 
programming regarding the processing of a particular call 
type. 

[0014] The call objects 50, 52 may be used to collect 
attributes about a call. A routing object (also sometimes 
referred to herein as an “RO”) 54, 56 may be used in 
conjunction With the CO 50, 52 to set up a call With a 
selected agent 28, 30 based upon the attributes of the call 
object and the business rules of the organiZation. A vieW 
process provided by an agent object (also sometimes 
referred to herein as an “AO”) 60, 62 of the selected agent 
may be used to present data through an agent terminal 36, 38 
to the selected agent based upon information provided by the 
call object 50, 52. 

[0015] As is knoWn, an object-oriented program may 
include both programming code and data. Communication 
With an object-oriented program is achieved through a 
predetermined message format. 

[0016] A separate object-oriented program (i.e., a call 
object) may be associated With each call. By associating a 
call object With each call, the call object may carry data 
about the call along With the call during the various pro 
cessing steps and provides great scalability by alloWing calls 
to be portable among applications and processing platforms. 
For eXample, by carrying data about the source or terminus 
of a call, a call object may alloW control of the call channel 
from any connected platform. 
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[0017] Further, the call objects 50, 52 may be classi?ed by 
use. For example, a ?rst call object (e.g., 50) may be part of 
a class of call objects provided to calls through the PSTN 22. 
A second call object (e.g., 52) may be part of a class of call 
objects provided for calls through the Internet. 

[0018] The portability of a call object alloWs it to be 
associated With any of a number of application objects (i.e., 
routing objects), on any platform, based upon the data 
carried Within the call object. Routing objects may be used 
to incorporate the business rules and enterprise data of the 
organization using the call processing center 10 to route a 
call object to other object-oriented or procedural program 
ming applications. The source of the arguments necessary to 
the R0 54, 56 for routing the call may be provided by the 
CO 50, 52. 

[0019] Turning ?rst to calls, in general, a brief description 
Will be provided of the equipment and methods used in 
processing calls by the call processing center 10. FolloWing 
the description of call processing, a description Will be 
provided of hoW object-oriented programming may be used 
in the processing of those calls. 

[0020] In the case of telephone calls through the PSTN 22, 
a customer may place (or receive) the call through a com 
munication connection 16, 18 that may include a conven 
tional telephone. Alternatively, the customer communication 
connection 16, 18 may include the use of a cellular tele 
phone and cellular netWork. As a further alternative, the 
communication connection 16, 18 may include the use of a 
cellular telephone and cellular connection through a satellite 
communication system (e.g., Iridium). 

[0021] In the case of calls received through the Internet, 
the call may be placed (or received) in the form of teXt 
messages or, alternatively, in the form of audio messages 
using Voice-over-IP (VoIP). In the case of a call through the 
Internet 20, the communication connection 12, 14 may be 
provided through a customer terminal. 

[0022] Within the call processing system 10, a number of 
agent stations 28, 30 may be provided for call handling. 
Each agent station 28, 30 may be provided With a telephone 
console 32, 34 for handling conventional calls and a terminal 
36, 38 for displaying customer data and for handling calls 
through the Internet 20. 

[0023] To access the organiZation by telephone, a cus 
tomer 16, 18 may dial the number associated With the ACD 
26. The PSTN 22 may deliver the call to the ACD 26 along 
With certain call associated information (e.g., automatic 
number identi?er (ANI), dialed number identi?cation ser 
vice (DNIS), etc.). Upon delivery of the call to the ACD 26, 
a CPU 46 Within the ACD 26 may send a call arrival 
message to the host 24, including the call associated infor 
mation and any other pertinent sWitch information (e.g., 
trunk identi?er, port identi?er of the sWitch 26, etc.). 

[0024] The host 24, in turn, may assign an idle call object 
(CO) 50, 52 to the call. In addition to assigning a call object 
to the call, the host 24 may enter the call associated 
information and sWitch information into a data ?eld 64 of the 
assigned call object as call attributes for purposes of tracking 
the call and for selecting an agent for handling the call 
(discussed in more detail beloW). 

[0025] In the alternative, the host 24 may retrieve the 
telephone numbers of one or more customers 16, 18 from 
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customer ?les (CUF) 48 for purposes of placing outgoing 
calls. The host 24 may transfer the numbers to the CPU 46. 
The CPU 46 may, in turn, transfer the telephone numbers to 
the PSTN 22 and monitor the connection for pick-up by the 
customer 16, 18. Upon pick-up by the customer 16, 18, an 
agent may be selected for connection to the call, as discussed 
beloW. 

[0026] In conjunction With retrieval of the customer num 
bers, the host 24 may assign a CO 50, 52 to each outgoing 
call. The host 24 may also include an identi?er of the 
customer and call campaign prompting the call in a data ?eld 
of the assigned CO 50, 52. 

[0027] To access the Website 40, a customer may simply 
activate a broWser on his terminal 16, 18 and enter the URL 
of the Website 40. Upon activating an ENTER button, the 
broWser Within the customer’s terminal 16, 18 may compose 
an access request and forWard the access request to the host 
24. Upon receiving the information request, the host 24 may 
decode the access request and recover the URL of the 
Website 40 and a URL of the customer 16, 18. 

[0028] Upon decoding and recogniZing from the URL that 
the access request is intended for the Website 40, the host 24 
may forWard the access request to the application providing 
the functionality of the Website 40. In addition to routing 
access and information requests, the host 24 may also 
function to track Website usage. 

[0029] To this end, the host 24 may select a call object 50, 
52 for assignment to the call. The host 24 may enter at least 
the URL of the customer 16, 18 into the call object 50, 52 
as an attribute of the call. 

[0030] The Website 40, upon receiving and decoding the 
information request, may doWnload an html document (e.g., 
Webpage 100, FIG. 2) to the customer’s terminal 12, 14. 
Included Within the Web page 100 may be teXt and graphical 
information. For eXample, the Web page 100 may include 
sales information 102 and a series of menu options 104. 
Menu options may include hyperlinks to different lines of 
merchandise and, possibly a search option. If a search option 
is provided, a teXt boX 106 may be provided for entry of 
search terms. 

[0031] The Web page 100 may also include an ASK 
QUESTION softkey 108 for direct contact With an agent via 
VoIP or CHAT softkey 112 for exchanging teXt under a 
instant messaging format. Alternatively, the Web page 100 
may include an interactive WindoW 110 for entry of a 
question via e-mail. 

[0032] In order to provide the functionality of a Webpage 
100, the Website 40 may include one or more processing 
routines (e.g., Java scripts) associated With predetermined 
areas of the Web page 100. For eXample, positioning of a 
cursor over a particular menu option may activate a ?rst Java 
script that causes the customer’s broWser to send a URL 
associated With that menu selection back to the Website 40. 
Alternatively, entry of teXt into a teXt boX 106 and activation 
of the SEARCH soft key may activate another Java script 
that collects the entered teXt and sends it to a search engine 
associated With the Website 40. Similarly, entry of a query 
into a question boX 112 and of a return e-mail address into 
a e-mail boX 114 may active a Java script that collects the 
entered query and email address and sends the entered data 
to the host 24. 
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[0033] Upon receiving and reviewing the Web page 100, 
the customer 16, 18 may revieW the sales information and 
may make a menu selection for more information. Upon 
making a menu selection, the user’s broWser may forWard 
the menu selection to the Website 40. The Website 40 may 
receive and process the menu selection and may download 
a second Web page 100. 

[0034] In addition to doWnloading Web pages 100, the 
Website 40 may also transfer information to the host 24 
regarding Website use by the customer 16, 18. The Website 
use may include any Web pages 100 visited along With any 
information entered through teXt boxes 106 or queries 
entered through WindoW 110. The host 24 may receive the 
information and add it to the call object 50, 52 associated 
With the call. 

[0035] In addition to visiting a number of Web pages 100, 
the customer 16, 18 may decide that he has a question and 
may activate the ASK QUESTION soft key 108. Activation 
of the ASK QUESTION soft key 108 or transmission of an 
email through WindoW 110 may be regarded by the host 24 
as an agent request and used as an indication that a customer 

12, 14 has a speci?c question to ask an agent 28, 30 or that 
the customer 12, 14 Wishes to place an order. In either case, 
the host 24 may take speci?c steps (discussed in more detail 
beloW) to determine Which agent is best suited to service the 
customer 16, 18. 

[0036] Any of a number of triggering events may cause 
the host 24 to route a call to an agent 28, 30. For calls 
through the PSTN 22, the detection of a call by the sWitch 
26 may trigger the process of delivery of the call to an agent 
28, 30. In the event of a call through the Internet 20, 
activation of the ASK QUESTION softkey 108, or entry of 
information into the interactive boX 110, may trigger the call 
delivery process. 

[0037] Upon detection of a triggering event for a call, the 
host 24 may associate the call object 50, 52 of the call With 
a call routing application object (R0) 54,, 56 based upon the 
class of the call object 50, 52 and the business rules of the 
organiZation. Associating an R0 54, 56 With the call object 
may mean passing a path identi?er of the call object 50, 52 
to the R0 54, 56. 

[0038] In order to select an R0 54, 56, the call object 50, 
52 may ?rst be routed to one or more procedural processing 
applications (PPA) 58 based upon the class of the call object 
50, 52. Within the PPA 58, the content of the data ?elds of 
the class of the call object 50, 52 may be examined to 
determine the proper R0 54, 56 for processing the call. 

[0039] For eXample, if the call object 50, 52 is classi?ed 
as being part of a particular outgoing call campaign, then the 
PPA 58 may select a R0 54, 56 structured for processing 
calls associated With the particular call campaign involved. 
Included Within the R0 54, 56 may be data and program 
ming instructions associated With processing calls of the call 
campaign. For eXample, included Within the R0 54, 56 may 
be a list of agents 28, 30 trained to handle calls of the call 
campaign. Also included Within the R0 54, 56 may be a 
script to be read by the agent to the call recipient. 

[0040] The programming instructions Within the R0 54, 
56 may also alloW for retrieval of customer records stored 
Within a database Within the host 24. The customer records 
may be stored as additional call attributes Within the call 
object 50, 52. 
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[0041] Programming instructions contained Within the R0 
54, 56 may alloW for the identi?cation and selection of the 
quali?ed agent in a locale closest the call participant. The 
instructions may alloW the R0 54, 56 to query the sWitch 26 
for purposes of identifying an available agent from the list 
of agents. Agent selection may be based upon any knoWn 
criteria. 

[0042] The programming instructions may also provide 
for activation of an agent object 60, 62 associated With the 
selected agent 28, 30. The call object 50, 52 may be used as 
a source of the arguments needed for operation of the vieW 
process Within the agent object 60, 62. 

[0043] Upon the association of the call object 50, 52 With 
the selected R0 54, 56, the R0 54, 56 under control of the 
programming instructions may retrieve an identi?er of the 
call campaign from the call object 50, 52. The R0 54, 56 
may also retrieve customer records and query the sWitch 26 
to determine Which of the quali?ed agents 28, 30 is avail 
able. 

[0044] Upon identifying and selecting a quali?ed agent 
28, 30, the selected R0 54, 56 may retrieve call connection 
information (e.g., a trunk identi?er) from the call object 50, 
52. With the call connection information and identity of a 
quali?ed agent, the R0 54, 56 may then send a message to 
the sWitch 26 requesting connection of the call to the 
selected agent 28, 30. 

[0045] Upon selecting an agent, the R0 54, 56 may also 
associate an agent object 60, 62 of the selected agent 28, 30 
With the call (i.e., With the call object 50, 52). AvieW process 
of the agent object 60, 62 functions to display information 
on a terminal 36, 38 of the selected agent 28, 30 based upon 
data provided by the call object 50, 52. 

[0046] Since agent objects 60, 62 are associated With 
speci?c agents, any particular agent object 60, 62 contains 
data about the associated agent 28, 30. In addition to being 
identi?ed With the agent identi?er, a agent object 60, 62 may 
also contain identi?cation information about the terminal 36, 
38 of the agent 28, 30 and vieWing preferences of the agent 
28, 30. The agent object 60, 62 may also contain program 
ming instructions relating to hoW data is to be retrieved and 
displayed on the terminal 36, 38 based upon the classi?ca 
tion of the call and data content of the call object 50, 52. 

[0047] As an alternative to storing customer records 
Within the call object 50, 52, the agent object 60, 62 may 
retrieve a customer identi?er from the call object 50, 52 and 
retrieve the customer records directly from the host 24. 
Further, by knoWing the identify of the routing object 54, 56 
assigning the call to the agent object 60, 62, the agent object 
54, 56 may also retrieve scripts directly from the host 24. 

[0048] By having suf?cient programming capability 
included Within the agent object 60, 62, the agent object 60, 
62 may function independently after call setup. In this case 
the routing object 54, 56 may be released for use by other 
call objects 50, 52 once the agent object 60, 62 assumes 
control of the call. 

[0049] As an alternative to a call placed to a speci?c 
functional group (e.g., a speci?c sales department) of the 
organiZation, a call may be directed to a general number of 
the organiZation. As such, the call may be classi?ed by the 
PPA 58 as having insuf?cient information for agent selec 
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tion. To solve this problem, the PPA 58 may transfer the call 
object 50, 52 (and call) to a voice response unit (VRU) 27. 
Within the VRU 27, the caller may be orally presented With 
a number of menu options regarding a call destination. For 
example, if the organization is a department store, the 
destinations may be hardWare or ladies shoes. Upon receiv 
ing the menu options, the caller may activate a touch-tone 
button on his telephone to select an option. 

[0050] Upon receiving any menu selection (e.g., ladies 
shoes), the VRU 27 may add such selections to the call 
object 50, 52 of the call. The VRU 27 may then transfer the 
call back to the PPA 58. Based upon the menu selections, the 
PPA 58 may select an R0 54, 56 for handling ladies shoes. 
The R0 54, 56 selected may include data and instructions 
associated With processing calls to a particular call destina 
tion. Data may include a list of quali?ed agents or a skills 
list. Programming instructions may alloW the selected R0 
54, 56 to query the sWitch 26 for a list of available agents 
and programming steps for selection of one of the available 
agents. The programming instructions may further alloW the 
selected R0 54, 56 to request connection of the call to the 
selected agent 28, 30. 

[0051] In the case of a call arriving through the Internet, 
detection of activation of the ASK QUESTION softkey 108 
may result in transfer of the associated call object 50, 52 to 
the PPA 58. Based upon the classi?cation of the call object 
50, 52 as an Internet call, the PPA 58 may select an R0 54, 
56 for Internet calls. Contained Within the selected R0 54, 
56 may be data related to the types of Web pages available 
through the Website 40, as Well as agents quali?ed for 
handling the subject matter of each Web page. 

[0052] Also included Within the selected R0 54, 56 may 
be programming instructions for selecting an agent based 
upon the Web pages visited by the caller. Programming 
instructions may also be provided to activate the appropriate 
Internet communication application (e.g., VoIP, etc.). 

[0053] Upon selection of the appropriate R0 54, 56 for the 
Internet call, the R0 54, 56 may retrieve a URL of the caller. 
With the URL of the caller, the R0 54, 56 may retrieve any 
available customer records. 

[0054] The R0 54, 56 may also retrieve a contact history 
from the call object 50, 52 including any Web pages visited. 
Agent selection may be based on the contact history. 

[0055] Once an agent 28, 30 is identi?ed, the R0 54, 56 
may query the sWitch 26 to ensure that the identi?ed agent 
28, 30 is not already occupied With another call. If not, then 
the R0 54, 56 may select the agent by associating the call 
object 50, 52 of the Internet call With the agent object 60, 62 
of the identi?ed agent 28, 30. The R0 54, 56 may also send 
the URL of the caller to the terminal of the selected agent 28, 
30 along With instructions to activate a VoIP application. 

[0056] Upon association of the call object 50, 52 With the 
agent object 60, 62 of the selected agent 28, 30, the vieW 
process may retrieve and present customer records and the 
contact history of the call to the selected agent 28, 30 on the 
selected agent’s terminal 36, 38. At the same time, activation 
of the VoIP application may open a voice channel betWeen 
the selected agent 28, 30 and customer 12, 14. Once the 
voice channel is opened, the selected agent 28, 30 may 
converse With the customer 12, 14 and ansWer questions or 
take orders as appropriate to the situation. 
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[0057] As an alternative to activation of the ASK QUES 
TION softkey 108, the customer 12, 14 may activate the 
CHAT softkey 112 or send an e-mail using the WindoW 110. 
In either case, the PPA 58 functions to select a routing object 
54, 56 appropriate to the situation. In addition to contact 
history, the PPA 58 may also look for key Words in a 
transmission from the customer 12, 14 for a determination of 
subject matter. 

[0058] Once a subject matter is determined, the PPA 58 
may select a R0 54, 56 designed to handle the subject matter 
of the call. Further, selection of the R0 54, 56 may be based 
upon Whether the call is based upon a private chat session or 
e-mail. 

[0059] Once difference is selection of an R0 54, 56 may 
be in the priority given the call. For eXample, given the 
immediacy of an eXpected response, a chat session may be 
given a higher priority in agent assignment than an email. 
Moreover, processing of e-mail calls may be deferred by the 
PPA 58 until periods of loW agent activity. 

[0060] In either case, the selected R0 54, 56 functions to 
select an agent 28, 30 based upon its oWn internal data and 
programming instructions. Once an agent 28, 30 has been 
selected, the R0 54, 56 may associate an agent object 60, 62 
of the selected agent 28, 30 With the call object 50, 52 of the 
call. The R0 54, 56 may also initiate a short messaging 
session or present the agent With a WindoW for entry of an 
e-mail response. 

[0061] Once an agent object 60, 62 has been assigned to 
the call, the vieW process of the agent object 60, 62 may be 
activated. The vieW function may provide the agent 28, 30 
With a copy of the e-mail, or initial transmission from the 
customer 12, 14 if a chat session has been initiated. Cus 
tomer records may also be presented to the agent 28, 30, if 
the URL of the customer 12, 14 can be correlated Within an 
eXisting customer base. 

[0062] Speci?c embodiments of methods and apparatus 
for routing calls according to the present invention have 
been described for the purpose of illustrating the manner in 
Which the invention is made and used. It should be under 
stood that the implementation of other variations and modi 
?cations of the invention and its various aspects Will be 
apparent to one skilled in the art, and that the invention is not 
limited by the speci?c embodiments described. Therefore, it 
is contemplated to cover the present invention any and all 
modi?cations, variations, or equivalents that fall Within the 
true spirit and scope of the basic underlying principles 
disclosed and claimed herein. 

1. A method of processing a call With a client by a call 
center having an agent, such method comprising the step of: 

providing a call object for the call; 

collecting attributes of the call Within the call object; 

associating an agent object With the call object; and 

displaying client data to an agent of the call center based 
upon a vieW process of the associated agent object. 

2. The method of processing the call as in claim 1 Wherein 
the step of collecting the attributes of the call further 
comprises delivering the call detected by the call center to a 
call handling application. 
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3. The method of processing the call as in claim 2 wherein 
the step of collecting the attributes of the call further 
comprises receiving call associated information by the call 
handling application from an associated public sWitch tele 
phone netWork. 

4. The method of processing the call as in claim 3 Wherein 
the step of collecting the attributes of the call further 
comprises coupling the call to a voice response unit. 

5. The method of processing the call as in claim 4 further 
comprising coupling the call object to a routing object. 

6. The method of processing the call as in claim 5 further 
comprising transferring the attributes of the call object to the 
routing object. 

7. The method of processing the call as in claim 6 Wherein 
the step of transferring the attributes of the call object to the 
routing object further comprises retrieving a ?le of the client 
from a client database. 

8. The method of processing a call as in claim 7 Wherein 
the step of retrieving the ?le of the client from a client 
database further comprises storing the client ?le in the call 
object. 

9. The method of processing the call as in claim 8 further 
comprising selecting the agent by the routing object based 
upon the collected attributes of the call object and the 
retrieved ?le of the client. 

10. The method of processing the call as in claim 1 further 
comprising connecting a voice channel betWeen the agent 
and client through a public sWitch telephone netWork. 

11. The method of processing the call as in claim 1 further 
comprising connecting exchanging messages betWeen the 
agent and client through an Internet connection. 

12. An apparatus for processing a call With a client by a 
call center having an agent, such apparatus comprising: 

means for providing a call object for the call; 

means for collecting attributes of the call Within the call 
object; 

means for associating an agent object With the call object; 
and 

means for displaying client data to an agent of the call 
center based upon a vieW process of the associated 
agent object. 

13. The apparatus for processing the call as in claim 12 
Wherein the means for collecting the attributes of the call 
further comprises means for delivering the call detected by 
the call center to a call handling application. 

14. The apparatus for processing the call as in claim 13 
Wherein the means for collecting the attributes of the call 
further comprises means for receiving call associated infor 
mation by the call handling application from an associated 
public sWitch telephone netWork. 

15. The apparatus for processing the call as in claim 14 
Wherein the means for collecting the attributes of the call 
further comprises means for coupling the call to a voice 
response unit. 
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16. The apparatus for processing the call as in claim 15 
further comprising means for coupling the call object to a 
routing object. 

17. The apparatus for processing the call as in claim 16 
further comprising means for transferring the attributes of 
the call object to the routing object. 

18. The apparatus for processing the call as in claim 17 
Wherein the means for transferring the attributes of the call 
object to the routing object further comprises means for 
retrieving a ?le of the client from a client database. 

19. The apparatus for processing a call as in claim 18 
Wherein the means for retrieving the ?le of the client from 
a client database further comprises means for storing the 
client ?le in the call object. 

20. The apparatus for processing the call as in claim 19 
further comprising means for selecting the agent by the 
routing object based upon the collected attributes of the call 
object and the retrieved ?le of the client. 

21. The apparatus for processing the call as in claim 12 
further comprising means for connecting a voice channel 
betWeen the agent and client through a public sWitch tele 
phone netWork. 

22. The apparatus for processing the call as in claim 1 
further comprising means for connecting exchanging mes 
sages betWeen the agent and client through an Internet 
connection. 

23. An apparatus for processing a call With a client by a 
call center having an agent, such apparatus comprising: 

a call object adapted to collect attributes of the call; and 

an agent object associated With the call object and adapted 
to display client data to an agent of the call center based 
upon a vieW process of the associated agent object. 

24. The apparatus for processing the call as in claim 23 
Wherein the call object further comprises a procedural 
processing application adapted to associate the call object 
With the agent object. 

25. The apparatus for processing the call as in claim 23 
Wherein the call object further comprises a data ?eld adapted 
to receive call associated information by the call handling 
application from an associated public sWitch telephone 
netWork. 

26. The apparatus for processing the call as in claim 23 
Wherein the call object further comprises a voice response 
unit adapted to collect call attributes. 

27. The method of processing the call as in claim 23 
further comprising a voice channel coupled betWeen the 
agent and client through a public sWitch telephone netWork. 

28. The method of processing the call as in claim 23 
further comprising an Internet connection adapted to 
exchange messages betWeen the agent and client. 


